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1986 SURVEY OF AVIATION BUSINESS OPERATORS: I
THEIR VIEWS OF FAA AIRWORTHINESS INSPECTORS

Within the past two decades, the development and utilization of consumer
surveys to assess customer/consumer/client satisfaction with products and
services have Increased significantly. Information from these surveys has
assisted management In modifying, Improving, or developing products and
services. During 1985, the FAA Administrator, Admiral Donald Engen,
requested that Information be gathered concerning the perceptions by
aviation business operators (users) of the quality and performance of
avionics and maintenance airworthiness safety Inspectors (AWls) throughout
the entire agency. As a result, a questionnaire entitled "FAA Survey of
Users: Airworthiness Inspectors," was developed to assess aspects of the
working relationship between FAA AWls and those business operators within
the aviation Industry.

PROCEDURE

The Office of Airworthiness and the Civil Aeromedical Institute (CAMI)

jointly developed the survey Instrument, which consisted of 21 Items. Of
the Items, four refer to aspects of the user's awareness of, and
familiarity with, agency regulations, policies, and the duties and
responsibilities of AWl's, as well as the extent to which the current
regulations permit flexibility In decislon-making. The remaining Items
assess user perceptions of aspects of their Interactions with AWls,
Including AWl availability, competence, conduct of duties, and
communication, to mention a few. In a short demographic section of the
survey, respondents were requested to Identify: (1) the FAA region within
which they are located; (2) the location and type of FAA District Office
with which they have contact; (3) the aviation activity that Is most
representative of their current work; and (4) their length of time In the
aviation business. Space was provided for the respondent to write the
complete location of his/her servicing office. For the 21 questionnaire
Items, users -were asked to Indicate the degree to which they agreed with
each statement by selecting one of six available alternatives ("not at
all", "to a limited extent", "to a moderate extent", "to a considerable
extent", "to a great extent", or "do not know". Space for written
comments was provided at the end of the questionnaire. A copy of the
booklet Is Included In Appendix A.

IMh Sampla. The survey sample was developed from mailing lists of members
provided by several aviation organizations. Although an Indeterminate

number of Individuals named on those lists was probably not a proper
target for the survey, each of the 8,854 listed persons was sent a copy of
the questionnaire and a franked return envelope In December 1985. A 13
follow-up letter prompting participants to return the questionnaire was 1J

mailed approximately 15 days following the Initial distribution of the ..

survey. After eliminating 171 questionnaires that were returned as

undeliverable, the adjusted number of assumably delivered forms was 8,683.

Returns. Returns were received from 3,913 anonymous users. Of this

group, 295 were not Included In the analysis due to the lateness (after 'odes
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March 1986), or incompleteness of their response, or an Indication that
the respondent felt that the questionnaire was not appropriate for his/her
business. The overall response rate was 45%, but this Is probably an
underestimate of the actual user response rate, since It Is known that not
all persons on the final mailing list were qualified recipients of the
questionnaire.

Comments made by the respondents were reviewed, and a numerical system was
developed to code each comment for subsequent analysis. During scanning
and Initial analysis of the results, It was noted that there were frequent
Instances where respondents had failed to provide coded responses to some
of the demographic questions, or where the responses were Inconsistent
with written Information provided. This problem generally occurred when
respondents had Identified an ACDO, GADO, or FSDO that was no longer In
existence. In Instances where the respondent provided written Information
concerning location of the facility, an up-to-date code was used, based on
the current list of existing flight standards district offices and numbers
provided by the regions. Missing codes or Inconsistencies were reconciled
In 1,030 cases. Also, comments from a number of respondents who Indicated
that their major aviation activity was "Part 91 Operator" led to creation
of an additional demographic breakdown which had not been Included In the
original questionnaire. Thus, modification of the data base was required
to Include missing Information from the respondents, to correct
Inconsistent data, and to categorize responses from Part 91 Operators.

RESULTS

flapongdina Users. Characteristics of the responding sample are provided
In Table 1. The regional proportions of returned questionnaires tended to
reflect the number of aircraft repair stations and the amount of related
aviation activity In the various FAA regions. Thus, the FAA's Great Lakes
(AGL), Southwest (ASW), Southern (ASO), and Eastern (AEA) regions each
produced 13-17% of the responses while New England (ANE) and Alaskan (AAL)
had the lowest percentages (3.8% and 2.5%, respectively). Percentages of
respondents from the other regions were Intermediate. Most of the
respondents (67.9%) Indicated that the Inspector assigned to their
operation was from a Flight Standards District Office (FSDO). Although
respondents were requested to Indicate the major aviation activity on
which they based their ratings, 897 (24.8%) failed to provide that
designation. The largest percentage of the respondents who did Indicate
their major aviation activity were Part 135 Certificate Holders (29.5%)
and a sizeable percentage (19.3X) was Involved with Certificated Repair
Stations. No other category reached as high as 9% and several categories,
(Part 125, Part 127, and Part 133 Certificate Holders, Certified Parachute
Lofts, Approved Aviation Technical Schools, and FAA Parachute Riggers)
each comprised less than 1% of the responses. Most of the respondents
(71.0%) had been In some aspect of the aviation business for 11 or more
years, 14.0% had been active for 6-10 years and only 5.3% Indicated that
they had been In the business for 5 years or less (data for 9.7% were
missing). Information concerning characteristics of the respondents was
used to make comparisons between regions, types of servicing office, and
various user aviation activities.
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TABLE 1.-CHARACTERISTICS OF RESPONDENTS TO THE FAA
SURVEY OF USERS: AIRWORTHINESS INSPECTORS

REGION NUMBER PERCENT MAJOR FUNCTION NUMBER PERCENT

AAL 92 2.5 PART 91 OPERATOR 58 1.6
ACE 247 6.8 PART 121 CERTIFICATE HOLDER 55 1.5
AEA 493 13.6 PART 125 CERTIFICATE HOLDER 15 0.4
AGL 619 17.1 PART 127 CERTIFICATE HOLDER 1 0.0
ANE 137 3.8 PART 133 CERTIFICATE HOLDER 14 0.4
ANlM 312 8.6 PART 135 CERTIFICATE HOLDER 1069 29.5
ASO 556 15.4 PART 137 CERTIFICATE HOLDER 67 1.9
ASW 584 16.1 CERTIFICATED REPAIR STATION 698 19.3
AWP 372 10.3 CERTIFICATED PARACHUTE LOFT 1 0.0
MISSING 206 5.7 APPROVED AVIATION TECHS SCHOOL 6 0.2

INSPECTION AUTHORIZED MECHANIC 281 7.8
CERTIFICATED REPAIRMAN 46 1.3
CERTIFICATED MECHANIC 314 8.7
FAA PARACHUTE RIGGER 0 0.0
FAA DESIGNATED PERSON 96 2.7
MISSING 897 24.8

OFFICE TIME IN AVIATION
TYPE

5 YEARS OR LESS 191 5.3
ACDO 21 .6 6 TO 10 YEARS 507 14.0
FSDO 2457 67.9 11 TO 20 YEARS 1153 31.9
GADO 919 25.4 21 YEARS OR MORE 1416 39.1
MISSING 221 6.1 MISSING 351 9.7

Analyses gL Repnses. Percentages of respondents selecting each of the
six response alternatives, Including the "do not know" category, were
calculated and are provided In Table 2. The proportion of respondents
selecting "do not know" ranged from 0% for the Item (01) concerning
respondents' familiarity with FAA regulations that apply to their aviation
functions to 15.9% for the Item (020) concerning respondent satisfaction
with participation by AWls In safety seminars and other public meetings.
On the remaining questions, 7% or less selected the "do not know" response
alternative. For statistical comparisons, the "do not know" responses
were considered as missing values.

Responses to the first two rating alternatives ("not at all" and "to a
limited extent") were combined to produce a non-positive response category
and responses for the last three rating alternatives ("to a moderate
extent", "to a considerable extent", and "to a great extent") were
combined to produce a positive response category. The percentages of
users who selected one of the three alternatives comprising the positive
response category for each Item are shown In Table 3 for each region and
for the nation overall.
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TOLI 2. -GOIALL PRiCLTumGC Or UWAS SVING RACK Or mH Musu3a uLTMAaIVSlx ST IhM
IN TH FAA SMUTI OF 13185. AZ3UMN1WUS IUSMUS

TO MSAT 32111W not at Nod- Consad- Don'tI
ell~ Limited *rate arable Groat Know

1. MVe yOU famliar With the FAA regulations tht 0.1 1.7 IA.? 07.5 33.9 0.0
awl ts, yew aviation functions?

2. are you famliar with tim FAA published policies 2.0 13.4 31.2 38.? 10.3 0.0
a"d Istorpretaticess regarding thoem vuatioaa
that apply to your aviation funotions?

3. do thoe regulations policie, sand Interpretations 4.0 33.0 33.0 20.5 6.4 2.2
give you fleuibility In making decisions about the
work you do?

0. are you swame of the duties and responibilities 1.9 20.1 29.3 33.0 10.7 0.7

f &Iworthias" Inpectors?

5are you visited during the year by airworthiness 7.2 35.7 36.7 15.2 0.5 0.6
loapectore -a--4-e tyoorour facility?

A. do airworthiness Inspectors, assigned to you or 0.% 5.2 10. 42.6 33.5 3.6
your facility, appear to know tim FAA regulaticos?

7. do airworthiness Inspectors, assigned to you or 0.5 6.6 19.5 39.6 25.0 6.1
your facility, appear to know tim FAA published
pocies1. end interpretations supporting the
regulations?

8. 4o airworthiness Inspectors, assigned to you or 0.5 17.8 22.6 36.0 10.0 %.9
your facility, interprst thm regulations In a
consistent weyl

9. do airworthiness Inspectors, assigned to you or 0.8 11.3 22.9 00.6 17.2 1.0
your facility, Interpret the regulations accurately?

10. do airworthiness Inspectors, assignd to you or' 5.5 18.5 22.9 31.5 16.6 2.6
your facility, explain the regulations and your
options clearly?

11. are differenoes of Opinion betWen you ad 0.9 15.6 22.8 33.0 16.0 5.6
airworthiness Inspectors (regarding interpretations
of a regulation) resolved in mutually acceptable
ways?

12. do airworthiness Inspectors, assIgmed to you or 1.0 6.0 19.5 41.6 20.5 0.5
your facility, conduct their duties in a thorough
way?

13. Go alrwthinee. Inspectors, assigned to you Or 2.3 12.1 20.7 37.6 23.6 3.5
your facility, appea to be technisally c ot
In the modest of their duties?

14. are airworthiness inspectors, assigned to you or 1.1 0.7 11.9 30.1 06.1 2.2
your facility, ourteous in the conduct of their
duties?

IS. Go airworthinss inspectors, assind to you or 0.6 15.7 21.5 33.7 20.9 3.5
your facility, appear to understand your
orgasilation we Its eed607

1A. do airworthiness inspectors, asoigpad to you or 2.6 16.6 20.1 35.0 16.9 2.1
your faeility, provide clear OWi aecurate Mars
to you questions?

17 Go airworthiness Inspectors, asind to you or 3.0 10.2 22. 1 31.0 21.0 2.3
your facility, provide answers In a timely manner?

is. do you rely on airworthiness inspectors for 16.7 37.? 23.2 10.2 7.1 1.2 '
ounseling In technical ares?

19. do you rely on airworthiness inspeetore for ?.0 32.3 26.5 20.6 10.3 1.1
oownelisg in regulatory areas?

20. are you satisfied with partiolpatis by 0.5 13.9 22.6 27.4 15.6 15.9I
Mirworthinse Inspectors In safety soinrs and
other public ametiag?

21. are you satisfied with the performance of 3.7 12.9 22.2 36.3 23.1 1.&
airworthiness inspectors, assigned to you or
your facility?
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TALE 3.*pPIrCE1MAG93 OF POITIVr 1E5PCNS ATI M ONALLY AND BY FAA REGION
FROM EACI 11M IN TIE FAA SURIVE OF U3ERSI AINWOTNIN9SS INSICTOIS

NATIONAL _ FAA REGION
TO SAT MX T 019AUALL AAL ACE AUE M I A NE ANN AO - --- W

I. ae you frailiar with t FAA repletios that 96.1 96.9 97.6 99.2 ".1 96.5 96.8 98.6 96.1 97.6apply to yOw1 aviation funetions?

a. are you famliar with time FAA publ shed policies 11 .6 77.2 66.2 88.6 62.6 63.2 62.2 6S.0 86.2 8.4
a4 Interpretations regarding these regulatti

that apply to your aviation freatio?

3. do the" regulations policies, and interpretations 61.7 56.5 61.9 65.9 55.6 68.2 57.8 62.7 63.2 65.6
Siva FU flxibIlity Lo aking deollons about the
Work 709 401

4. are yo aware of the duties and respons1ilities 77.9 76.1 76.1 81.3 ?7.4 75.6 74.4 78.0 78.8 60.3

of airworthiness inspectors?

S. are you visited during the year by airworthiness 56.6 66.3 59.8 56.6 53.2 48.2 58.4 51.6 62.6 59.9

Inspectors assigned to you or your facility?

6. do airworthiness Inspectors. assiped to you or 9".2 95.7 97.0 98.1 92.8 91.0 9.1 95.6 95.2 98.3
your facility, appear to kno the FAA regulations?

7. do airworthiness Inspectors, assipe to you or 90.0 69.6 96.1 90.8 8.9 84.0 6.1 90.2 93.6 69.8
your facility, appear to iow the FAA publiahed
policies and interpretatians supporting the
regulations?

8. do airworthbineas inspectors, assined to you or 76.6 69.6 62.6 79.7 75.5 73.5 71.5 61.1 76.3 72.3
your facility#, Interpret the egulations in a
consistent way?

9. do airworthiness inspectors, asigned to you or 86.9 78.9 91.2 67.7 67.1 80.3 62.0 90.2 U.5 66.6

your facility, interpret the regulatios accurately?

10. do airworthiness inspecocrs, assignd to you or 75.3 69.2 8.6 76.6 78.6 69.8 69.6 77.9 76.5 73.4
your facility, explain the regulations and your
options clearly?

11. are difference* of opinion between you and 76.1 67.0 78.8 79.8 76.9 60.5 76.3 79.3 60.? 78.6
sirworthiness Inspectors (regarding Interpretations
of regulationa) resolved in mutually acceptable
ways?

12. do aIrworthinel Inspectors, assiged to you or 69.7 91.2 93.2 89.8 U6.3 89.0 85.6 92.0 90.7 89.8
your facility, conduct their duties in a thorough
way?

13. do airworthiness inspectors, assigned to you or 65.1 80.2 86.9 66.4 84.3 81.2 61.6 88.0 65.3 84.5
your facility. appear to be technically competent
in the Conduct of their duties?

18. are airworthiness inspectors, assined to you or 98.2 92.8 97.1 95.6 93.2 91.9 90.6 95.8 93.5 95.9
your facility, courteous in the conduct of their
duties?

15. do airworthiness inspectors, assigned to you or 78.8 67.4 63.8 60.2 76.0 76.9 76.0 63.1 79.7 74.7
your facility, appear to mudersItnd your
organibation and Its needs?

16. do airworthiness Inspectors, assiged to you or 80.2 TS.0 85.8 83.6 78.2 77.2 77.3 62.6 80.1 78.0
your facility, provide Clear and accurate answers
to your questions?

17. do ai worthineas Inspectors, assigned to you or 62.5 67.0 86.484 6 8 60.3 60.0 79.6 8.7 08.7 76.4
your facility, provide answers in a timely manner?

18. do You rely on airwarthiness inspectors for 85.0 81.8 50.2 86.8 41.9 37.2 86.0 87.2 47.6 80.0
oCouseling in technical areas?

19. do you rely on airworthiness Inspectors for 60.3 59.8 64.2 60.6 57.7 56.2 65.5 63.3 58.1 58.7

cotsliag In regulatory areas?

20. are you satisfied with participation by 78.0 70.1 86.3 76.7 77.2 61.0 72.9 61.3 78.9 73.5
airworthiness Inspectors in safety sminrs and
other public oetings?

21. are you satisfied with the performance of 63.1 73.9 69.0 66.1 81.1 80.3 77.7 86.8 0.0 00.8
airworthiness Inspectors, assigned to you or
your facility?
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In categorizing the various aspects of the performance of AWls, user
responses were considered satisfactory If 80% or more of the respondents
selected one of the positive alternatives. Items for which less than 80%
of the respondents selected the positive alternatives Identify performance
areas that could be targeted for Improvement. This cutoff Is compatible
with other research concerning consumer satisfaction with services. In
those studies, average or better levels of satisfaction for higher ranking
professional/technical occupations were reported by 70-91% of the
respondents. Of course, the relationship between AWls and aviation users
is different from most other "consumer relations", since AWls perform a
relatively unique regulatory function with Implications not Involved In
most studies of consumer satisfaction. Table 4 provides a summary of the
AWl performance areas above and below the positive criterion.

TABLE 4.-AREAS OF AWl PERFORMANCE ABOVE AND BELOW THE
POSITIVE CRITERION (SURVEY ITEMS 5 THROUGH 21)

ABOVE 80% POSITIVE
o knowledgeable concerning FAA regulations (94.2X)
o courteous In the conduct of their duties (94.2%)
o knowledgeable of FAA published policies and

Interpretations supporting the regulations (90%)
o thorough In the conduct of their duties (89.7%)
o able to Interpret the regulations accurately (86.9X)
o technically competent (85.1%)
o overall satisfaction with AWl performance (83.1%)
o able to answer questions In a timely manner (82.5X)
o able to provide clear and accurate answers to questions (80.2X)

BELOW 80% POSITIVE
o the understanding by AWls of the user's organization

and Its needs (78.8%)
o the resolution of AWl-user differences of opinion In

mututally acceptable ways (78.1%)
o participation by AWls In safety seminars and other

public meetings (78.0%)
o the consistency of AWls In Interpretations of

regulations (76.6%)

o the extent to which AWls explain regulations and
options clearly (75.3%)

o the extent to which users were visited by AWls during
the year (56.8X)

o user reliance on AWls for counseling In regulatory
(60.3%) or technical (45%) areas

For analytic purposes, four major sets of statistical treatments were U
performed. One of these was a factor analysis based on each response to

each Item (the final Item, 021 on overall satisfaction, was omitted since
It represented a criterion Item). Results of that analysis (Table 5)
yielded 3 factors by a principal components method with varimax rotation.
The first factor (survey Items 6 through 17 plus Item 20) might be labeled

6



TABLE 5.-FACTOR LOADINGS FOR RESPONSES TO THE FAA

SURVEY OF USERS: AIRWORTHINESS INSPECTORS

QUESTION FACTOR 1 FACTOR 2 FACTOR 3 ,

0 1 0.754
0 2 0.811
0 3 0.494
0 4 0.658
0 5 0.503

a 6 0.750
O 7 0.785
O 8 0.829
a 9 0.841
010 0.799
1l 0.651
Q12 0.741
013 0.800
014 0.695
015 0.751
016 0.833

017 0.722
018 0.763
019 0.753
020 0.517

ONLY LOADINGS ABOVE .400 ARE REPORTED

as "AWl Performance", the second (items 1 through 4), as "User Knowledge",
and the third (Items 5, 18, and 19), as "Contacts with AWls". A second

analysis yielded the Intercorrelatlon of each questionnaire Item with
every other Item (Table 6). And, finally, two multiple regression

analyses were computed with overall user satisfaction (021) as the

criterion variable. For the first regression analysis, each survey Item

and time In aviation served as the Independent variables (Table 7), while
In the second, the factor scores from the factor analysis were used (not
shown).

Overall UseL Ratings. Applying the above-mentioned criteria, 90% or more

of all responses were positive for user's own knowledge of regulations
(01), AWl knowledge both of regulations (06) and supportive policies (07),

and courteous behavior by AWls (014i. Six other Items, Including overall

satisfaction (021-83.1%) yielded positive responses from 80-89% of users

(see Table 3). These positive responses Included user familiarity with

published policies and Interpretations of regulations, and satisfaction
with AWl performance In the areas of thoroughness, technical competence,

accurate Interpretations of regulations, and, to lesser extents, clarity

and timeliness of responses to questions posed by users (see Table 4).

Areas below the "satisfactory" cut off (i.e. those with less than 80%

positive responses) Included the perceived lack of user awareness of AWl

duties (04), and (perhaps related) the lack of AWl awareness of user needs

(015), along with Items associated with user-perceived shortcomings

7



regarding: the consistency of AWl Interpretations (08), resolutions of
AWl-user differences (011), clarity of explanations by AWI's about
regulations and user options (010). and AWl participation In safety
seminars and public meetings (020). The four remaining Items were
considerably lower, 45-62% positive (see Table 4). This grouping Included

all Items (05, 18. 19) In factor 3 of the factor analysis (i.e. frequency
of contacts with AWls by visits and consultations) plus (03) the perceived
flexibility of regulations and policies for decisions by users.

TABLE 6.-ITEM INTERCORRELATIONS FOR THE FAA SURVEY

OF USERS: AIRWORTHINESS INSPECTORS
01 02 03 04 05 Q6 07 08 09 010 011 012 013 014 015 016 017 018 019 020 021011

02 .49 ---

03 .17 .34 ---

04 .34 .43 .28 ---

05 .17 .18 .08 .27 ---

06 .15 .21 .18 .25 .23 ---

07 .12 .28 .25 .27 .23 .79 ---

08 .07 .24 .29 .23 .19 .63 .69 ---

09 .10 .23 .26 .23 .20 .66 .70 .79 -

010 .11 .26 .28 .27 .22 .60 .65 .70 .70 ---

011 .12 .21 .26 .21 .18 .41 .44 .51 .52 .54 ---

Q12 .11 .20 .18 .25 .31 .59 .59 .61 .63 .61 .51 ---

013 .11 .20 .23 .23 .24 .64 .65 .66 .69 .65 .50 .69 ---

014 .11 .15 .22 .20 .18 .47 .49 .52 .54 .55 .52 .55 .59 ---

015 .10 .20 .28 .24 .21 .51 .55 .60 .61 .65 .56 .59 .64 .65 ---

016 .09 .20 .26 .24 .23 .60 .65 .69 .70 .73 .57 .65 .72 .61 .74 ---

Q17 .07 .17 .20 .21 .22 .49 .53 .57 .58 .59 .51 .60 .59 .56 .62 .71 ---

018 .08 .18 .20 .23 .26 .34 .36 .39 .38 .43 .30 .43 .48 .34 .43 .46 .39 ---

Q19 .09 .15 .14 .21 .26 .36 .34 .35 .35 .43 .32 .38 .37 .36 .40 .42 .37 .59 ---

020 08 .17 .18 .19 .20 .42 .42 .45 .46 .48 .37 .50 .49 .44 .46 .51 .48 .38 .37

021 .09 .20 .24 .25 .27 .60 .63 .68 .69 .68 .59 .69 .72 .67 .74 .76 .67 .48 .44 .60 ---

*All correlations are significant at the .01 level or better

Overall User II..iQn. The final survey item, assessing user .
satisfaction with AWl performance, yielded an 83.1% overall positive
response (see Table 3). The Item Intercorrelatlons (Table 6) and the

regression analysis (Table 7) provide some useful Information regarding

the determinants of this rating and areas where Improvements are likely to

Increase the rating. For example, the Items (01-4) comprising Factor 2

(User Knowledge) had little relationship to the satisfaction rating;

Factor 3 (Contacts with AWls-05, 18, 19) had more, but, clearly, Factor 1,

the actual performance of AWl's, had the strongest relationship. (This

was supported by the second regression analysis of the factor scores on

8. -



Item 21. where Factor 1 was first to enter the equation, followed by
Factor 3 and Factor 2.) The Item regression analysis (Table 7) Indicated
that the three Items which best predicted the overall satisfaction rating
were: clear answers by AWls to user questions (016), AWl thoroughness

(012), and AWl understanding of the needs of the user (Q15). Three more
Items which added to the predictablity of overall satisfaction ratings
were Items dealing with AWl participation In safety seminars and public
meetings (020), courteousness (M14). and consistency of Interpretations
(08).

TABLE 7.-STEPWISE MULTIPLE REGRESSION OF SURVEY ITEMS

AND TIME IN AVIATION WITH OVERALL SATISFACTION (021)

STEP ITEM MULTIPLE r r SQUARED rSQ CHANGE BETA

1 016 .75672 .57262 .57262 .175909
2 012 .80756 .65215 .07953 .198192
3 015 .83235 .69281 .04066 .198247
4 020 .84876 .72040 .02760 .176278
5 014 .85722 .73482 .01442 .162140
6 08 .86390 .74633 .01151 .158042

Comments LX Users. Percentages of comments written by the users, as coded
Into various categories by region, are presented In Table 8. Examples of
the general comments within each of the categories are Included In
Appendix B. Of the user responoents, 42.3% provided one or more written
comments. Of these comments, 5.5% fell In a general Information category
("The above responses concern the FAA and our manufacturing/repair
functions. We also deal with the modification branch."). Nearly one
fourth (24.1%) of the comments were favorable and could be accounted for
by three categories. Most favorable comments praised the performance of
the local office and/or Inspectors In general (e.g., "All experience with
the local people Is positive. They are friendly, helpful, and know their
Jobs.") The next largest category Included comments about a particular
Inspector who was cited for having a good working relationship with the
respondent ("...is very knowledgeable of aviation technical and mechanical
problems. He has been very helpful, as well as courteous."). In the
final favorable category, the agency was cited for doing a good Job ("The
FAA is by far the most efficient and professional of all government
agencies I have worked with, and I have worked with a great many.").

Negative statements comprised 70.3% of all comments. Almost half of these
alleged Inconsistency and lack of knowledge/skills/trainlng/manpower. The
single category with the largest number of unfavorable commments (13.1%)
was concerned with the lack of consistency of inspectors both within and
between offices ("No set rules or regulations. Decision Is left to each
Inspector to Interpret the regulations in his region. No two regic-s seem
to apply the same rules."). The next highest percentage (10.6%) re .rred
to limited manpower and an apparent need for more Inspectors ("FAA s-ms
to be understaffed, their visits are few and far between."). A t[.rd
major category of negative comments (also 10.6%) Involved the
training/knowledge/skills of Inspectors ("Most Inspectors avoid discussing
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anything technical about aircraft or equipment, as most have no recent
hands-on experience or training on the subjects."). No other single
category of comments comprised as much as 8% of the total responses.

In general, the comments tended to provide some personalized support for
ratings made below the satisfactory cutoff score for the frequency of

Inspection visits (05), consistency of Interpretations of regulations
(08), clarity of explanations (010), and resolutions of differences of
opinion (011). The comments may also suggest some reasons why Inspectors
are not more frequently relied on by users for counseling In technical
(018) and regulatory (019) areas.

TABLE 8.-SUMMARY TABLE OF COMINTS PROVIDED BY RESPONDENTS NATIONALLY AND BY FAA REGION
TO THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

NATIONAL FA. REGIONS
OVERALL ML ACE AEA AGL ANE ANN ASO ASW Aw

TOTAL NUMBER OF RESPONDENTS 3618 92 247 493 619 137 312 556 584 372

TOTAL NUMBER OF RESPONDENTS MAKING COMMENTS 1529 42 99 205 269 59 141 264 213 168
PERCENTAGE OF RESPONDENTS MAKING COI.NTS 42.3 45.7 40.1 41.6 43.5 43.1 45.2 47.5 36.5 45.2
TOTAL NUMBER OF SEPARATE COMMENTS CODED 2029 57 120 279 362 80 197 350 273 218

COMMENTS CATEGORY

FAVORABLE PERCENTAGE OF COMMENTS

GOOD LOCAL OFFICE AND/OR INSPECTORS 18.1 17.5 21.7 22.6 16.3 21.3 12.7 18.3 20.9 14.7
PARTICULAR PERSON CITED FOR GOOD RELATIONSHIP 4.3 8.8 4.2 5.7 3.0 2.5 5.6 3.7 4.8 4.6

NON-FAVORABLE

TOO MANY INSPECTORS 0.2 0.0 0.8 0.0 0.0 0.0 0.5 0.3 0.0 0.9
NEED MORE INSPECTORS (LIMITED MANPOWER) 10.6 5.3 6.7 16.5 11.9 12.5 6.1 10.0 8.1 12.8
LIMITED AVAILABILITY (LACK OF MANPOWER NOT CITED) 3.5 3.5 4.2 2.5 3.0 5.0 4.1 2.9 5.1 3.7
INSPECTORS ARE INCONSISTENT (WITHIN AND BETWEEN OFFICES) 13.1 10.5 17.5 10.0 14.1 20.0 13.7 14.3 11.4 11.9
INSPECTORS LACK KNOWLEDGE, SKILLS, ABILITY, TRAINING 10.6 10.5 8.3 10.0 11.0 5.0 15.7 7.1 12.5 10.6

ATTITUDES OF INSPECTORS (AUTHORITARIAN, UNHELPFUL) 7.2 8.8 9.2 4.7 7.7 5.0 9.1 7.4 7.7 7.3
AGENCY IS TOO REGULATED/RESTRICTIVE 2.0 7.0 0.8 0.7 1.9 2.5 2.5 1.1 2.6 2.3
AGENCY POLICIES/PROCEDURES MAKE WORK DIFFICULT 7.6 1.8 8.3 6.5 8.0 10.0 9.6 8.3 8.4 5.5
AGENCY IS TOO LAX/DOESN'T ENFORCE REGULATIONS 6.0 15.8 2.5 5.0 7.7 8.8 5.1 5.1 3.7 6.9
REGULATIONS ARE TOO DIFFICULT TO READ/INTERPRET 5.4 8.8 4.2 6.1 3.9 2.5 4.1 7.1 5.9 5.0
GENERAL NEGATIVE/MISCELLANEOUS 3.9 0.0 3.3 4.3 4.1 1.3 4.1 3.1 2.9 6.9

GENERAL INFORMATION 5.5 1.8 7.5 3.9 6.6 1.3 5.1 8.0 5.1 5.0

Results bY RegJons. One way of further analyzing the data Is to examine

differences among regions (see Table 3). The variability of positive
responses to a given Item ranged from 1.6% (01 -user knowledge of
regulations) to 18.1% (Q5 -frequency of AWl visits). Overall, across

regions 14 Items had a range of positive scores greater than 10% and six

Items ranged from 6.0-9.4%. An examination of Table 3 Indicates that,

overall, the Central Region (ACE) had the most positive responses,

followed by a clustering of the Eastern (AEA), Southern (ASO), and

Southwest (ASW) Regions. The lowest positive scores for a number of items

were shared by the two smallest regions- Alaska (AAL) and Neow England

(ANE) and by the Northwest Mountain region (ANM).
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TAJ8 9.onRCZMTAWOr POSITIV9 WOME P NMALLY AIM I1 AVZATZIO ACTIV7Y
ON ACH ITNH 10 T3 FAA SURV91 OF USWRS: AIRWOMIUrS8S INSPECT023

AVIATION IU31IISS ACTI ITY

NATIONAL PART PART PART PAST CUT INV CUT CUT MW

To0 ISMA? I ons" i . h 1 121 131 -M3 SAT NECKB RUNE 82CM PS 0T12
1. are Fm PAml5r Uth the Pu reulatlas that 6.1 ".3 9.2 .1 100.0 99.0 9.6 7.6 6.7 96.9 7iapply to your ovistLos fotAT

2. an YOU fbaliar with the FA published policios 64.6 12. 87.3 62.6 6.4 U. 65.7 69.1 66.9 90.6 73.0
and Aatorprottloea regardiag those redulatiea
that &AY to low aviation fumtions?

3- do thoe regulations policies, end Interprottions 61.7 66.1 70.6 5.1 61.5 64.6 61.2 61.1 69.1 66.4 58.3
give you lesibiity In making deciloms about the
york you do?

4. are you sware of the duties mad roponsibilities ?7.9 57.9 69.1 77.6 75.8 63.6 60.3 76.3 76.5 66.2 83.6
of airworthiness isapeotor?

5. are you visit"d during the year by airwortkiaeaa 56.6 12.3 77.6 68.6 67.2 66.6 41.6 60.9 32.9 42.7 55.6
Imspactors apu to you o our faility?

6. do airworthinesh Ifepectors, nalgueod to you or 9.2 66.3 U.9 94.0 93.9 97.1 91.5 93.3 97.3 92.6 97.2
your facillty, appear to Nm the FAA regulations?

7. do airworthiness inspectors, assigned to you or 90.0 89.6 65.2 68.5 69.1 93.0 U.9 8.1 95.5 90.2 62.4
your facllity, appear to kew the FAA publishel
policies and lnterpretaticas supportia the
regultim?

a. do airworthines inspeotors, assiged to you or 76.6 73.8 67.3 70.1 73.1 63.6 76.1 65.6 62.2 60.0 74.3
yw f oility, interpret the resguleat Is a
oouastot we

9. do airworthi ess inpotersa,--elw to you or 66.9 95. 1.1 66.1 61.5 0.3 U.5 9.9 91.1 ".2 I.
your fasillty, interpret the regLstia accurately,

10. do arwime, Inspectors, asigned to you or 75.3 69.6 67.3 70.6 76.6 63. 73.2 41.0 60.2 76.8 75.7
you feollity, explain the rogulata and your
optiml clearly?

11. are diformoee of e0ii0 betwsen you md all- 76.1 7.6 76.2 72.9 76.6 66.6 00.9 63.7 79.6 60.2 62.9
wurthia lospeators (rosarlag interprettati
of ragulaticas) resolved in matmfhly acceptable

myof

12. 6 aw srtasaS Insetors, a0ue to you or 9. $2.9 90.9 08.6 &S.1 9.0 67.5 90.5 6.9 67.2 U.9
you ftellityp, e t their duties Is a thoret,

13. do airworthines Inspectors, aseigned to you or 65.1 09.4 76.6 66.5 60.3 67.0 79.9 66.6 66.0 65.1 86.1
your facuity, appear to be technleilly ometent
In the odt Of their duties?

16. are alwort eos impectore, susgnd to you or 96.2 W6.5 96.5 92.3 66.6 97.7 M. 93.3 96.1 95.8 ".6
your facility, courteous in the onaduot of their
duties,

15. do airworthlasos inspotoro, assig ed to you or Y6.8 60.9 61.8 76.2 76.6 86.6 T5.6 61.6 82.8 78.7 82.9
your facility, appee to Misratead you
orpaiantlm ml its aNeds?

16. do aiigNrtien iaapetors, &"IV" to you or 60.2 61.6 72.? 76.3 77.6 06.9 61.6 79.5 62.S 78.9 66.5
your facility, provide clear n aeuratoe
to your gsetile?

IT. do GirMrUINa ib@NpeCtore, a8ei41ed to y0u or 62.5 62.7 76.5 77.8 62.1 6.0 66.9 62.2 65.7 67.6 63.6
your fasility, proevide ansuere in a tlmely Noser?

18. do yes rely so airworthiness lspectoro for 65.0 32.7 66.6 68.2 55.2 63.7 61.8 37.0 60.3 41.1 60.5
oume0lass is tobalhil arms?

19. do yew rely s arorthissI ipectors for 10.3 35.7 6.7 60.9 64.2 71.5 59.1 58.7 51.6 54.7 75.7
omemig Is regulatory aroeI

g0. ar 7 satisfied With partoipatls by 76.0 64.7 78.9 78.1 62.5 60.6 76.6 76.3 79.3 76.6 72.7
alrworthloses Inspecors In safety aminaro and
other poli coating?

21. am yon satisfied With the p fotunoo of 63.1 U.9 90.9 78.2 62.1 69.5 79.9 76.3 65.6 65.6 66.1
airwowrtIne a impetors, assigned to you or
your faility?

"his bl h is a cemblotion of Parts 125, 127, and 133 certificate holders, certificated parachute lofts. and
approwed avltiom technioias achools.
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Generally low scores across regions for given Items suggest areas where an
agency-wide effort or emphasis probably would be required to bring about
significant Improvement. On the other hand, high positive scores
tabulated for any given Item In one or more regions suggest that
Improvement, to at least those levels, Is attalnable for any region.

ResultL ky Avlation Actlvlty. Another way of analytically evaluating the
same overall data Is to examine differences as they relate to specific
user activities (see Table 9). Differences In the percentages of positive
responses among aviation activity groups were larger than those noted for
regions, ranging from 3.1% (01 -user knowledge of regulations) to 65.5%
(Q5 -frequency of visits). Overall, across types of activity groupings,
only one Item (Q1) had a percentage range under 10%, 16 Items varied from
10-19%, 3 Items varied from 20-39%. An examination of Table 9 Indicates
that the Certificated Repair Station (CERT STAT) respondents had more
Items with positive responses than any of the other activity groupings.
Some of the lowest positive scores for Items were from Part 91 Operators.
Part 121 Certificate Holders presented an Interesting response pattern.
Next to CERT STAT respondents, they exhibited the highest positive scores
on several Items; however, they also followed Part 91 Operators In the
number of Items for which they had the least positive scores. These three
groups (CERT STAT, Part 91, and Part 121), also had the highest positive

TABLE 10. -SUMMARY TABLE OF COMMENTS FROM RESPONDENTS BY THEIR AVIATION BUSINESS

ACTIVITY TO THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

AVIATION BUSINESS ACTIVITY

PART PART PART PART CERT INSP CERT CERT DESG
91 121 135 137 STAT MECH REPR MECH PERS OTHERS'

TOTAL NUMBER OF RESPONDENTS 58 55 1069 67 698 281 46 314 96 37

TOTAL NUMBER OF RESPONDENTS MAKING COMMENTS 52 26 511 21 309 124 17 115 40 16
PERCENT E OF RESPONDENTS MAKING COMIENTS 89.7 47.3 47.8 31.3 44.3 44.1 37.0 36.6 41.7 43.2
TOTAL NUMBER OF SEPARATE COMMENTS CODED 58 34 682 31 420 176 23 144 57 25

COMMENTS CATEGORY

FAVORABLE PERCENTAGE OF COMMENTS

GOOD LOCAL OFFICE AND/OR INSPECTORS 19.0 8.8 15.1 25.8 23.1 18.8 17.4 15.3 15.8 8.0
PARTICULAR PERSON CITED FOR GOOD RELATIONSHIP 3.4 2.9 4.8 0.0 6.4 1.7 0.0 2.1 0.0 0.0
AGENCY DOES A GOOD JOB 3.4 2.9 2.1 0.0 1.4 0.0 4.3 1.4 1.8 4.0

NON-FAVORABLE

TOO MANY INSPECTORS 0.0 0.0 0.6 0.0 0.2 0.0 0.0 0.0 0.0 0.0
NEED MORE INSPECTORS (LIMITED MANPOWER) 3.4 17.6 7.8 6.5 14.5 14.8 8.7 13.9 14.0 20.0
LIMITED AVAILABILITY (LACK OF MANPOWER NOT CITED) 3.4 2.9 2.9 6.5 3.6 5.7 4.3 5.6 3.5 0.0
INSPECTORS ARE INCONSISTENT (WITHIN AND BETWEEN OFFICES) 0.0 8.8 12.6 12.9 13.6 13.1 4.3 10.4 15.8 24.0
INSPECTORS LACK KNOWLEDGE, SKILLS, ABILITY, TRAINING 0.0 20.6 11.3 9.7 8.3 12.5 17.4 11.8 8.8 8.0
ATTITUDES OF INSPECTORS (AUTHORITARIAN, UNHELPFUL) 1.7 8.8 10.7 12.9 3.6 9.1 0.0 6.9 5.3 4.0
AGENCY IS TOO REGULATED/RESTRICTIVE 5.2 0.0 2.9 3.2 0.5 2.3 4.3 2.1 0.0 0.0

AGENCY POLICIES/PROCEDURES MAKE WORK DIFFICULT 1.7 11.8 9.8 3.2 6.7 6.8 0.0 4.2 8.8 8.0
AGENCY IS TOO LAX/DOESN'T ENFORCE REGULATIONS 0.0 8.8 4.8 6.5 6.7 6.3 8.7 9.7 7.0 8.0
REGULATIONS ARE TOO DIFFICULT TO READ/INTERPRET 3.4 2.9 5.4 12.9 'j.5 5.1 17.4 4.9 8.8 8.0
GENERAL NEGATIVE/MISCELLANEOUS 3.4 2.9 4.7 0.0 2.4 2.8 8.7 4.9 7.0 0.0

GENERAL INFORMATION 51.7 0.0 4.4 0.0 3.6 1.1 4.3 6.9 3.5 8.0

*This category is a combination of Parts 125, 127, and 133 Certificate Holder,, Certitied Parachute Lofts, and

Approved Aviation Technicians Schools.
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TABLE 11.-RANGES OF POSITIVE RESPONSES (PERCENTS) TO EACH ITEM AND
NUMBER OF USERS (N) RESPONDING FOR DISTRICT OFFICES WITHIN EACH REGION

ITEM AAL-FSDO ACE-FSDO AEA-GADO AEA-FSDO AOL-GADO AGL-FSDO

1 88.9-100.0 96.0-100.0 96.3-100.0 97.9-100.0 96.6-100.0 97.1-100.0
2 66.7- 83.8 80.6- 91.9 61.3- 96.3 87.0- 94.3 74.1- 89.3 80.0- 92.9I

3 29.2- 87.5 53.3- 71.4 55.9- 88.9 55.8- 79.2 43.2- 74.1 46.2- 53.3
4 55.6- 80.0 76.3- 81.8 66.7- 88.6 73.1- 86.4 75.9- 89.3 70.2- 86.7
5 55.6- 75.7 51.3- 75.7 46.9- 79.2 13.1- 68.2 41.5- 78.6 31.0- 66.7
6 88.9-100.0 97.1i-100.0 85.7-100.0 90.9- 98.0 85.7- 96.41 78.6- 95.6
7 87.0-100.0 96.o-100.0 8.8-100.0 80.0- 9.0 82.5-100.0 78.6- 93.8

52.0- 83.8 80.0- 88.6 69.6- 91.2 77.6- 85.7 65.7- 81.0 58.1- 81.6
9 68.0- 88.9 89.2- 96.7 68.2- 96.3 85.4- 95.0 74.3- 93.9 78.6- 96.7
10 50.0- 88.9 83.3- 88.6 57.1- 88.9 71.0- 80.0 58.3- 811.0 57.1- 80.8
11 36.0- 88.9 63.3- 87.9 71.1-100.0 69.0- 80.0 65.7- 87.5 53.3- 83.3
12 89.2-100.0 89.5- 96.9 86.2- 96.9 84.0- 85.11 82.11- 98.1 84.6- 93.5
13 66.7- 86.5 77.T1- 90.6 79.2- 96.3 79.5- 81.2 80.7- 86.5 78.6-100.0
11 91.9-100.0 91,7-100.0 87.5-100.0 90.2-100.0 80.6- 96.3 71.11- 95.6
15 55.6- 72.0 75.7- 90.6 70.8- 90.3 71.1- 81.8 70.6- 84.9 71.11- 83.3
16 64.0- 88.9 83.3- 93.5 82.11- 92.6 71.5- 80.0 74.3- 88.7 66.7- 81.6
17 88.0- 89.2 81.1- 91.7 75.0- 96.3 78.1- 90.9 75.9- 96.11 62.2- 91.7
18 37.5- 441.41 38.5- 57.1 35.4- 55.6 10.4- 52.2 25.0- 116.41 36.7- 61.3
19 18.0- 66.7 53.8- 75.0 26.7- 741.2 55.8- 65.9 441.4- 69.0 56.3- 69.2
20 65.0- 78.6 85.7- 90.6 69.8- 91.7 68.2- 83.3 61.6- 88.0 69.2- 93.3
21 72.0- 77.8 84.6- 93.1 81.3- 93.3 72.7- 81.8 71.3- 85.7 71.1-100.0

1i 9 - 37 32 - 50 15 -118 22 - 53 27 - 58 13 -79

ITEM ANE-FSDO ANM-FSDO ASO-FSDO ASW-FSDO AWP-FSDO

1 100.0 98.0-100.0 97.7-100.0 95.3-100.0 9i.2-100.0
2 75.0- 87.2 70.7- 89.1 33.3- 92.2 73.7- 95.8 69.2- 91.2
3 50.0- 71.11 53.11- 66.7 50.0- 67.11 53.8- 69.41 12.9- 90.0
41 68.2- 78.3 70.2- 76.1 66.7- 83.7 61.5- 92.6 46.2- 95.5
5 31.8- 50.0 13.5- 86.2 38.1-100.0 51.0- 78.6 22.2- 93.8
6 79.2- 90.9 90.9- 96.6 33.3- 98.0 87.0-100.0 82.1-100.0
7 65.2- 86.8 80.9- 87.3 33.3- 911.6 83.3- 97.8 70.6-100.0
8 58.3- 68.2 60.3- 80.11 33.3- 88.0 56.5- 86.8 33.3- 86.7
9 72.7- 80.0 71.5- 88.9 66.7- 941.8 80.6- 95.7 50.0-100.0
10 45.8- 65.8 63.8- 77.8 33.3- 88.0 63.2- 87.3 28.6- 87.5
11 75.0- 86.11 71.4- 82.2 66.7- 91.9 75.0- 86.4 57.1-100.0
12 79.2- 92.3 77.8- 91.4 82.1-100.0 75.0- 97.2 80.0-100.0
13 70.8- 84.2 73.7- 89.6 33.3- 96.0 65.2- 94.9 50.0-100.0
11 83.3-100.0 82.8- 98.0 66.7- 97.8 81.6- 98.4 88.2-100.0
15 65.2- 76.9 67.2- 83.3 33.3- 88.1 56.11- 92.3 22.2- 90.0
16 66.7- 76.9 70.7- 83.3 66.7- 88.1 62.5- 87.5 33.3- 95.0
17 58.3- 86.1 75.9- 87.9 66.7- 88.9 74.0- 95.0 33.3- 93.8
18 16.7- 46.2 39.1- 56.3 25.5- 55.3 37.5- 60.9 10.0- 71.1
19 41.7- 61.5 63.8- 67.4 33.3- 70.9 35.0- 65.6 412.9- 81.3
20 73.7- 841 68.1- 73.8 50.0- 93.8 67.5- 85.7 51.9-100.0
21 72.7- 83.3 71.1- 87.5 66.7- 90.2 62.5- 93.8 33.3- 95.0

Ks 22 - 39 46 - 58 3 - 113 24 - 99 7 - 52
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ratings on overall satisfaction (88.9-90.9%). Part 135 Certificate
Holders had the smallest percentage of positive responses for several
Items and the lowest overall satisfaction level (78.2%). It Is noteworthy
that the greatest variability across the aviation activity categories
occurred for the Item concerning visits during the year by AWlS (05).
That Item yielded a low score of 12.3% positive responses for Part 91
Operators and a high score of 77.8% positive for Part 121 Certificate
Holders. The differences In percentages across these groupings reflects,
to some degree, the emphasis that the agency places on Inspections In each
of the areas.

A categorization of the users' comments by their primary aviation activity
areas Is presented In Table 10. Part 121 users and users In the combined
group made proportionately fewer overall favorable comments (14.8% and
12.0% respectively), than did users In any of the other groups. CERT STAT
users had the highest percentage of favorable comments (30.9%). Compared
to other user groups, Part 91 respondents made only a small percentage of
negative comments; most of their comments (51.7%) fell In the general
Information category. Part 121 users and users In the combined group had
the highest percentage of non-favorable comments concerning the need for
more Inspectors (17.6% and 20.0% respectively). Part 121 respondents and
Certificated Repairmen had the highest percentage of comments concerning
the lack of knowledge, skills, ability, and training of Inspectors (20.6%
and 17.4%, respectively).

Results FaiL .LIies. Of perhaps most value In Improving some aspects of
the services of AWls Is to focus on the facility ratings made by the
users. The variabllty of ratings, by Item, Is considerable among
facilities (see Table 11). For example, on overall satisfaction with AWls
(Q21), the range of positive scores among facilities within a region Is
small for AAL (5.8%) and very large (61.7%) for AWP. By focusing on
user-perceived deficiencies at selected facilities, considerable
Improvement In service to users may be feasible. A full report of results
from each facility appears In Appendices C through I.

DISCUSSION

The level of satisfaction with AWls expressed by the aviation business
respondents of this survey Is comparable to that obtained In studies of
other selected professional areas. For example, Day and Bodur (1977),
found the following levels of user satisfaction with public, professional
and personal services: veterinarians (91%), Income tax preparation
services (88.3%), optometrists and opthalmologists (86.2%), scheduled
major airline services (84.9%), dentists and dental technicians (84.8%),
air commuter and air charter services (83.1%), medical doctors and nurses
In offices or homes (81.3%), lawyers (79.2%), psychologists/marriage
counselors (78.1%), medical doctors and nurses In hospitals (75.9%), the
local telephone company (76.5%), and the U.S. postal service (69.2%).
Lower levels of satisfaction were noted for such services as computer
dating, nursing and rest homes, architects and home designers, and home
security agencies/private detectives, among others. Andreasen and Best
(1977), In their survey of dissatisfaction among purchasers of goods and
services, provide a quote from the manager of the Consumer Research
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Division of Sears, Roebuck and Company. That manager noted that a I
"problem rate" (i.e. level of dissatisfaction) of 10-12% might be the
lowest figure reasonably achievable In any survey of consumers.

in a large scale survey, Yankelovich, Skelly, and White, Inc.
(1984) reported a 65% positive rating by taxpayers for their overall
evaluation of Internal Revenue Service (IRS) performance based on direct
contacts with the IRS; that rating may be compared to the 83.1% overall
positive evaluation for AWIs. (It should be noted that Items dealing with
some specific aspects of the IRS' performance recieved higher ratings.)
Yankelovlch, et al., also asked taxpayers to provide ratings on a
seven-point scale from "much better than others* to "much worse than
others" to Indicate their overall satisfaction with the services provided
by IRS employees as compared to other federal departments. For that
rating, 86X of the surveyed taxpayers rated the IRS from "about the same"
to "much better than others*, relative to other federal government
departments. That finding, In conjunction with the overall 65% positive
rating for the IRS, suggests a relatively high standing for AWl
performance.

Within the past year (1985-1986), several state banking associations have
completed participation in a National Bankers Association (NBA) Bank
Examination Survey, which was designed to assess bank satisfaction with
examinations conducted by the Federal Deposit Insurance Corporation
(FDIC), the State, the Office of the Comptroller of the Currency (OCC),
and the Federal Reserve. Based on available reports of participating
banks In Kansas, 79% gave the FDIC a satisfaction rating of "average" or
"good;" In Nebraska that percentage was 88%. A related finding of
Interest was the perceived consistency of evaluations made by examiners;
In Kansas, 79% of the banks felt that the FDIC examiners had changed the
basis for classifying loans from the previous examination (I.e., were not
consistent), while only 31% felt the same way about the state examiners.
By comparison, although the questions are obviously not directly
comparable to those of the present survey, over 75% of user repondents
were satisfied with the consistency of AW,'s.

Based on the survey results reported here, aviation users appear to be
generally satisfied with the manner In which AWls conduct their duties
(83.1% of the respondents Indicated a "moderate" to "great extent" of
overall satisfaction with AWl performance). Satisfaction was highest for
AWl's courtesy In the conduct of their duties, their knowledge of FAA
regulations and of FAA published policies and Interpretations supporting
the regulations, the thoroughness with which they conduct their duties,
and the accuracy of their interpretations of the regulations. Most users
did not rely heavily on AWls for counseling In either technical or
regulatory areas. Satisfaction with the performance of AWls was below the
positive cutoff for responses In areas concerning the number of AWl visits
In a year, AWi consistency In Interpretations of regulations, the extent
to which AWls clearly explained regulations and options, and the extent to
which the regulations permitted the users flexibility In making decisions
about the work they do.

Separate analyses of the same data by FAA regions and by the major
aviation activity of the users, point to a fair consistency In the overall
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perceptions of the performance of AWls, but some regions and some aviation
business areas generate more positive responses than others. For example,
AWls In the Central (ACE), Southern (ASO), Eastern (AEA), and Southwest
(ASW) regions are clearly perceived more satisfactorily than are those In
the other regions. AWls In the Alaska (AAL), New England (ANE), and
Northwest Mountain (ANM) regions received the lowest proportions of
positive ratings. Analyses by the user's primary aviation activity showed
the most positive responses for AWls who worked with Certificated Repair
Stations. Some of the lowest positive responses on selected Items
regarding the performance of AWls were from Part 135 Certificate Holders,
who tied with Certificated Repairman (CERT REPR) for reporting the lowest
positive rating for overall user satisfaction.

A finer focus Is available through analysis by AWl facilities. This slice
of the data gives more Information on relative strengths and weaknesses
and provides opportunities to (I) pinpoint locations where policies and
procedures appear to be working either least effectively or most
effectively and (11) compare managerial procedures and conditions which
differentiate the less successful from the more successful servicing
facilities as Indicated by the users.

These results tend to support other Information gathered as a part of
Project Safe. The Allen Corporation, In a study of FAA Inspectors
(1985), reported the concerns Inspectors have about a lack of
standardization which affects their consistency In the Interpretation of
regulations. This consistency Issue was an area In the survey that users
rated below the satisfactory cutoff score, and user comments (13.1%) noted
the Inconsistency of interpretations both within offices and between
offices. A second area Identified In Project Safe as one of concern to
Inspectors was that of "incomplete and outdated handbooks and other
guidance material, as well as confusing and obsolete Federal Aviation
Regulations (FAR&)." While users responding to the survey were highly
satisfied with AWl's knowledge of FAA regulations, publications, and
policies, the single Item that best predicted overall user satisfaction
was concerned with clear and accurate answers from AWls to user questions
(Q16). Conceivably, Inadequate guidance material and confusing FARs could
contribute to user dissatisfaction In this regard. Related Items that can
be considered In a "needs to Improve" category Include consistent
Interpretations (Q8) and mutually acceptable resolutions of AWl/user
differences of opinion In Interpreting regulations (011).

CONCLUSIONS AND COMMENTS

1. The overall satisfaction level (83.1%) reported by users of AWi
services Is fully acceptable. It Is within the range of levels reported
In the literature for higher ranking professional/technical services,
about In the middle of ratings recently reported for consumer satisfaction
with work of FDIC bank examiners (by participating banks), and above
overall ratings given the IRS (by taxpayers).

2. There are variations In user perceptions of AWI's between regions,
between groupings of users by their primary aviation business activity,
and by FAA facility. These differences should be closely examined to

',
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determine how Improvements can be effected. Comparisons can be made of I
high vs. low rated facilities to determine what features of the
fadclit es/Inspectors/procedures produce the differences.

3. Results from this survey suggest that substantive Improvements In
varied forms of communication by AWI's will positively Impact user
satisfaction. These areas for continued efforts and/or Improvement would
Include:

-Providing clear and accurate responses to questions

-Conducting duties thoroughly
-Gaining an understanding of the needs of the users' organizations
(and communicating that understanding)

-Becoming Involved In safety seminars and other public meetings
-Being courteous
-Working at maintaining consistency

4. Efforts should be devoted to Increasing user awareness of the duties
and responsiblilties of AWls.

5. Consistent with the goals of Project Safe, there Is a need to Improve
standardization of Interpretations of regulations, both within and between
offices/regions. A mechanism to process unique problems and communicate
Interpretations to other offices should be Included.

S. User comments and user responses to the Item on the frequency of AWl
visits suggested some need for additional AWl manpower. This finding
supports current efforts (including Project Safe) to Increase AWl staffing
and, thereby, Increase the frequency of visits to users.

7. An Increase In AWl-user contact, In and of Itself, will not
necessarily lead to more satisfied users. As this study and others
demonstrate, It is the quality of the Interaction that Is significant.

8. Although users were generally satisfied with the technical skills of
AWLs, there were Indications In the user's comments of some perceived need
to upgrade the overall knowledge, skill, and abilities of AWI's. Training
curricula and training schedules should address these Issues and should
Incorporate Instructional methods related to the communication needs noted
above. An effective continuing education program for AWls to upgrade and
maintain their technical and communication skills should be developed.

9. User expectations play an important role in determining overall
satisfaction. Nearly all users, regardless of the extent of their total
aviation experience, report moderate or greater familiarity with FAA
regulations. That user perceived level of their own expertise Is likely
to affect discussions and Interactions with AWls concerning
Interpretations of regulations. AWls need to be aware of how these user
perceptions may Influence and shape user responses to Interpretations.
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APPENDIX B.-REPRESENTATIVE COMMENTS FROM SURVEY RESPONDENTS

GENERAL INFORMATION - 5.5% (NO.- 112 COMMENTS)

1. "We rely on manufacturer for most technical questions."
2. "For a period of time that ended 5 years ago I would have

answered 14 and 21 quite differently."
3. "We are operating Part 91 and therefore not In contact with the

GADO as much as when we were a Part 135 Certificate Holder."

FAVORABLE COMMENTS - 24.2% (NO.- 491 COMMENTS)

A. GOOD LOCAL OFFICE AND/OR INSPECTORS - 18.1%

1. "There exists a good working relationship between the governing
GADO office and our operation."

2. "They are most helpful and are an asset to me."
3. "They do a fine Job."

B. PARTICULAR PERSON CITED FOR GOOD RELATIONSHIP - 4.3%

1. ". . . has provided leadership with fairness In dealing with the

aviation community."
2. "We wish to express a specific recommendation for
3. " . • Is a valuable person In your organization, If they were

all like him, It would be great."

C. AGENCY DOES A GOOD JOB - 1.7X

1. "1 have never worked with a better agency."
2. "Best appreciate FAA when compared to your foreign counterparts

who are unresponsive autocrats."

NON-FAVORABLE COMMENTS - 70.3% (NO.- 1426)

A. INSPECTORS ARE INCONSISTENT (WITHIN AND BETWEEN OFFICES) - 13.1%

1. "1 feel all regions are not treated equally. Some FAA inspectors
require everything letter perfect, while others accept less."

2. "Each person has his own opinion about the same subject."
3. "it seems that everytime we get a new Inspector he wants

procedures done differently - It would be nice If they all
wanted their procedures the same - IT WOULD SAVE TIME AND
MONEY."

B. NEED MORE INSPECTORS (LIMITED MANPOWER) - 10.6%

1. "Need more Inspectors."
2. "I feel In our area at least, that both maintenance and safety

functions are limited by man power."
3. "Not enough Inspectors assigned to enforce regulations." I
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APPENDIX B.-REPRESENTATIVE COMMENTS FROM SURVEY RESPONDENTS (CONTINUED)

C. INSPECTORS LACK KNOWLEDGE, SKILLS, ABILITY, TRAINING - 10.6X

1. "Professional ability - poor, knowledge - very shallow."
2. "They often do not know what should be done about major Issues."

3. "Lack mechanical knowledge and skills."

D. ATTITUDES OF INSPECTORS (AUTHORITARIAN, UNHELPFUL) - 7.2%

1. "If I ran my business the way the Inspectors do I would not have
a business."

2. "Too often the Inspectors seem to be more Interested In

demonstrating their power and control over us peasants than In
being of real service in resolving the problems of the aviation
community. First priority seems to be to show that they are In
charge."

3. "1 have had very curt Inspectors at times for no apparent
reason.. .can be very Intimidating."

E. LIMITED AVAILABILITY (LACK OF MANPOWER NOT CITED) - 3.5%

1. "Have never been visited by an AWl."
2. "Need more contact with general aviation."

F. TOO MANY INSPECTORS - 0.2%

1. "The FSDO Is overstaffed and personnel are overpaid for the amount

of work they do, It Is twice as big as It needs to be."

G. AGENCY POLICIES/PROCEDURES MAKE WORK DIFFICULT - 7.6%

1. "Expedite U.S. certification procedures on previously U. S.
registered aircraft.

2. "The entire regulatory system needs overhaul If general aviation Is
to survive."

3. "The major drawback Is the repeated submission of requests that the
FAA knows the answer to, but they make you discover It.

H. AGENCY IS TOO LAX/DOESN'T ENFORCE REGULATIONS - 6.0%

1. "It Is my opinion that the FAA should keep a tighter rein on ALL

aircraft maintenances."
2. "FAA takes little or limited stand In enforcing section 1305A,

1349A, and In policing sponsor's assurances under section 2210."

3. "Don't enforce consistently, one operator Is leaned on heavily while

another Is unsupervised."
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APPENDIX B.-REPRESENTATIVE COMMENTS FROM SURVEY RESPONDENTS (CONTINUED)

I. REGULATIONS ARE TOO DIFFICULT TO READ/INTERPRET - 5.4%

1. "FAR's governing flight operations and pilot certification are
very confusing and worthless In many cases."

2. "The problem of Interpretations of regulations Is always
present."

3. "FAA regulations have long been known to be ambiguous, verbose.
over-complicated. Stop trying to hide behind your lawyers and
write documents that can be readily understood by all people in
the aviation community."

J. AGENCY IS TOO REGULATED/RESTRICTIVE - 2.0%

1. "The industry is vastly over-regulated."
2. "Local Inspectors are good men, but somewhat Intimidated by FAA

regulations and directives published by a bureaucracy that is more
Intent on being legally correct than they are on addressing
problems In practical terms."

K. GENERAL NEGATIVE/MISCELLANEOUS - 3.9%

1. "There should be no double dipping."
2. "The FAA has been Insensitive by reassigning their N numbers to

other aircraft."
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APPUDIX C.*PIRCUJTACS Of POSITIV WISPOWES FOR ALASKAN AND NOITHMdT MOUNTAIN REGION
FSOS FON EACH ITEM IN THE SUV

P3DO
ALASKA NORTHWEST HOUNTAIN

TO WHAT EXTErTs A B r A I ..... -D..

1. are you familiar with the FAA regulations that 100.0 8.9 100.0 i00.0 100.0 98.3 98.0
apply to your aviation fumcticne?

2. are you famillar with the FAA publiahed policies 72.0 66.7 63.6 69.1 78.9 70.7 67.2
mnd interpretatims regarding thoe regulations
that apply to yor aviation fmoticoa?

3. do thoe regulations polilie, and interpretations 29.2 $7.5 70.6 58.7 66.7 53.4 58.3
give you flexibility in making declims about the
wor you do?

8. are you snre of the duties and responibilities 60.0 55.6 75.7 76.1 70.2 74.1 75.0
of airworthinems Inspectors?

S. are you visited during the year by airworthiness 72.0 55.6 75.7 43.5 55.2 86.2 52.1
Inapector& assigned to you or your facility?

6. do airworthiness inspectors, assigned to you or 100.0 88.9 97.3 90.9 96.6 91.1 93.9
your facility, appear to kow the FAA regulations?

7. do arworthines Inspectors, asigned to you or 87.0 100.0 91.7 86.4 87.0 87.3 80.9
your facility, appear to know the FAA published
policies and interpretati s supporting the
regulations?

S. do airworthiness isapectors, assigned to you or 52.0 77.6 83.8 75.6 60.3 69.0 60.8
your fallity, Interpret the regulations in a
consistent way?

9. do airworthiness lnapactor, assigned to you or 68.0 8.9 86.5 79.5 83.6 74.5 68.9
your faoility interpret the regulation accurately?

10. do airworthiness Inspectors, masigned to you or 50.0 66.9 78.8- 77.8 71.9 63.8 68.6
yowr facility explain the regulaticn and your
options clearly?

11. are difference of opinion between you and 36.0 68.9 78.8 82.2 72.7 71.8 76.1
airworthinesm Inspectors (regarding
interpretations of regulations) resolved in
mutually aoceptable ways?

12. do airworthines Inapectors, assigned to you or 91.7 100.0 89.2 T7.8 91.4 82.8 89.1
your facility, coonduat their duties in a thoroug
way?

13. do airworthiness Inspeotors, ashipned to you or 83.3 66.7 86.5 60.8 81.0 73.7 69.6
your facility, appear to be technically competent
in the cooduct of their duties?

14. ar airworthiness Inspe tors, assigned to you or 92.0 100.0 91.9 91.1 87.9 82.8 98.0
your facility, courteos In the - wdut of thair
duties?

15. do airworthiness Inpeactors, ameigmed to you or 72.0 55.6 73.0 82.6 70.2 67.2 63.3
your facility, appear to undarstend your
organization and Its need?

16. do airworthiness inapectors, assigned to you or 68.0 68.9 66.5 76.1 79.3 70.7 83.3
your facility, provide leaor and accurate answers
to your queations?

17. do airworthiness lospeotors, assigned to you or 6.0 68.9 89.2 78.3 87.9 7S.9 88.6
your facility, provide answers in a timely mamer?

16. do you rely on aLrwortbiseas Inspectors for 37.5 44.8 83.2 39.1 48.8 41.t 56.3
oommseling In technical arems?

19. do you rely c airworthiness inspectors for 86.0 66.7 68.9 67.8 67.2 63.8 68,6
counseling in regulatory area?

20. are you satisfied with participation by 65.0 77.8 75.6 73.8 73.3 68.8 72.1
airworthiness inspectors Is safety aminare and
other public met ?

21. a-e you satisfied with th performaoe of 72.0 77.8 75.7 71.1 79.3 72.8 87.5
airworthiness Inspectors, signed to you or
your roclity?

TOTAL UMBER Or NSSPONMDCIt Nh 25 9 37 86 58 58 89
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APPEIX D.-PERCUiTAG6S Or POSITIVE RESPONSES rON NW tMous *mo CETRAL REGONo
93008 Pon taxS ITEIN THE75 FAA SUMVK

NEW ENGLANID cIa
To SlAT 311353 A* -! r A 6 C L ...

1. are you familiar with the FAA regulationa that 100.0 100.0 100.0 100.0 9".3 100.0 96.0 100.0
apply to your aviation fuctionsl

2. are you familiar with the FAA Published policies 75.0 67.2 11.3 "9.7 91.9 63.6 62.0 30.6
and Interpretations regarding thee. regulations
that apply to your aviation functions?

3. do these reulations policies, and Interpretations 50.0 66.7 1M.3 60.5 60.0 59.3 71.3 53.
give you flexibility In making decisions about the
work you do?

3are you aware of the duties and responsibilities 76.3 73.7 U6.2 76.3 76.3 31.6 77.1 76.1
of airworthinesa inspectora?

S. amre o visited during the year by airworthiness 50.0 33.6 31.6 S1.3 7S.7 60.6 69. 59.3
Inspectors assigned to you or your facility?

6. do airworthineas Inspectors, assigned to you or 79.2 69.7 90.9 97.3 100.0 100.0 97.9 100.0
your facility, appear to know the FAA regulations?

7. do alrwwrthias inspectors, assigned to you or 65.2 66.6 77.3 97.2 100.0 100.0 97.8 96.4
your facility, appear to know the FAA published
policies and Interpretations supporting the
regulations?

6. d airworthiness Inspectors, asoligued to you or 58.3 67.6 68.2 61.1 82.3 67.5 U6.6 60.0
your facility, interpret the regulations in a
ocnsistent way?

9. do airworthiness Inspectors, assigned to you or 72.7 60.0 72.7 69.2 93.9 96.7 91.3 92.6
your facility Interpret the regulations accurately?

10. do airworthiness Imspactors, assigned to you or 35.6 65.6 59.1 66.5 "A. 63.3 67.2 63.3
your facility explain the regulations end your
optiaia coll

11. are differences of opinion betwee you and 75.0 79.S 66.3 61.1 67.9 76. 1 79.2 63.3
airworthiness Inspectors (regarding
Interpretationa of regulations) resolved in
mutually acceptable ways?

12, do airworthiness Inspectors, assigned to you or 79.2 92.3 90.9 69.5 93.3 96.9 91.7 93.3
your facility, conduct their duties In a thorough
way?

13. do airworthinees inspectors, assiped to you or 70.6 63.2 72.7 69.5 66.6 90.6 89.6 77.4
your facility, appear to be technically competent
In the conduct of their duties?

13. are airworthines inspectors, assigned to you or 63.3 92.3 100.0 9%.7 97.1 100.0 97.9 100.0
your facility, courteous in the conduct of their

15. do airworthiness Inspectors, &*sign"d to you or 65.2 76.9 72.7 75.7 U6.6 90.6 63.0 9
your facility, appear to understand your
organization uWd Its needs?

16. do airworthiness Inspectors, assigned to you or 66.7 76.9 U8.2 86.8 66.6 90.9 63.3 93.S
your faciy provide clear and accurate anser

to your quaatiaal

17. do airworthiness Inspectors, assigned to you or 58.3 64.2 66.3 61.1 65.7 90.9 91.7 IT.1 I
your facility, proviem mowers In a timely maner?

18. do you rely on airworthiness Inspectors for 16.? 46.2 16.2 36.5 51.4 51.6 57.1 53.1
counseling In technical areas?

19. do you rely on airworthiness inspectors for 31.7 61.5 50.0 53.6 75.0 65.6 69.3 6S.6
caoueling In regulatory areas?

20. are you satisfied with participation by 73.9 83.3 73.7 66.2 90.6 36.2 69.7 65.7I
airworthiness Inspectors in safety seminars and
other public meetings?

21. are you satisfied with the performance of 63.3 76.9 72.7 $4.6 91.2 67.9 91.7 93.1
airworthiness Inspectors, assigned to you or
your facility?

TOTAL MR r RLSPONDss N. 23 39 22 39 37 33 so 32
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&ppgMoz Z. -pgAczuts OF P0617116 AESPOSISS "Mr SnWaZSi REIONo
fps*= M C" S 1M IN Tug SURVEY

.a"e yeou fassisar with the FAA regiaetiaes that 100.0 94..0 90-.a5. 9. 100.0 100.01
apply to your auiation furntiona

a.er you fasiliar with the FAA published 1001i6ee 35.7 90.2 19.6 90.6 9W. 73.1 67.5 92.1
od Istorpettic resorting thes egualations
ta.1 apply to Four avictim on etial

3. do the.. regulations polices, andlatorprotatoms 63.0 68.0 69.6 62.3 54.2 53.6 65.6 66.5I
gIve you flexibility In aking decisions *bout the
work you do?

6. are you amwe. of the duties mld responsibilities 92.6 74.0 60.6 62.8 79.2 61.5 65.0 16.4
of airworthinaess Inspectors?

5. are you visited during the yar by airworthiness 76.6 51.0 56.1 57.8 56.2 72.5 S7.5 61.6

Imspectors assigned to you wr your faclity?

6. do airworthiss Inspector, Asigned to you or 100.0 95.9 97.9 96.6 67.0 91.7 94.7 66.7your facility, appear to Rae the FAA regulations?
7. do airuorthlnes inspeto, assiped to you or 92.0 65.1 97.6 96.7 90.9 43.3 97.3 90.2

your facility, appear to Roe the FAA published
policies amd Interpretations supporting the
regulations?

a. do airworthineas imspectors, asd to you or 60.0 11.6 63.9 75.6 56.5 61.6 66.6 73.1
your facility, interpret the regulations In a
consistent my?

9. do airworthiness inspecto, ssigned to You or 95.7 66.0 90.3 91.6 61.6 60.6 96.7 66.9
your facility Interpret the regulations accurately?

10. do airworthiness inspectos Assigned to you or, 60.6 76.0 76.0 67.3 69.6 63.2 62.5 75.9
your facility explain the regolations and your
options clearly?

11. are differences of opinion between you and 75.0 75.0 63.9 66.4 75.0 15.7 66.2 71.4
airworthiness inspectors Cregading
Interpretations of reglatims) resolved In
Mutually aeptable "Iys

12. do airworthiness Inspectors, assigned to your or 96.6 62.0 91.6 95.0 75.0 61.6 97.2 66.9
your facility, conduct their dils In a thorough
way?

13. do airworthiness inspectors, Assigned to you or 61.5 65.4 66.6 "6.1 65.2 73.7 "6.9 83.0
your facility, appear to be tachoically ompetent
In the conduct of their duties?

16. are airworthis Inspectors, essipoed to you or 96.2 66.0 95.9 96.4 67.5 81.6 97.5 90.7
your facility, courteous in the conduct of their
duties?

15. do airworthiness Inspectors, Assigned to you or 76.9 71.6 86.0 63.3 66.7 56.4 92.3 61.1
Your facility, appear to understand your
orgaiztion end Its need"?

16. do Airworthiness Inspectors, assipd to you or 71.6 76.0 83.7 94.1 62.5 76.3 67.5 79.6
your facility, provide clear and accurate answers
to your *uestions?

1?. do Airworthiness inspectors, Assigned to you or 78.6 76.0 85.7 65.9 75.0 76.9 9S.0 63.3
Your facility, provide anwero s n timly manner?

16. do you rely an airworthiness Inspectors for 39.3 46.9 60.6 60.9 AS.A 37.5 %5.0 50.9
GOcImel in tehofiil areas

19. do you rely on airworthiness imspectors for 62.9 56.2 55.1 65.6 56.5 35.0 65.0 61.5

20. are you satisnfied jwith rpmaicpetion by 65.7 65.0 67.5 63.6 71. 71.6 61.1 61.3
&Irwor thiness Inspectors in safety clon and
other public meeIs

21. Are you Satisfied with the performance of 76.6 76.0 66.7 93.6 62.5 66.7 92.3 65.2
Airworthiness Inspectors, assigned to you or
your facilty?pTOTAL UU ORSPODENTS: N. 2S 51 99 66 26 60 60 55
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aPPENDix F..? CENT OS OFs POSITIVI RMESONSES FOR SOUTHERN REGION
FSOOS FOR EACH ITMIN THE SURVEY

SOO
TO VuAT U $ts A a C 0 £ F 0 H

1. are you failiar with the FAA regulations that 100.0 97.7 98.6 98.7 100.0 98.1 100.0 100.0
appi to your aviation ftuntios?

2. are yeu familiar it the IU peblIehed poioles 33.3 56.0 55.5 92.2 87.2 82.7 52.0 78.9
and ilntrpretatioan regarding tboe regulatlona
that apply to or aviation twetion?

3. do thame regulations poltes, and intorpretations 50.0 67.4 62.7 61.0 67.4 53.5 65.4 61.1
give you fzoibility In aking decisins about the
"oft yom do?

5. are you aware of the duties end responsibilltts 66.7 83.7 81.2 75.3 80.9 73.8 76.5 77.8
of airworthinese inspectors?

5. are you visited during the year by airworthloesa 100.0 60.5 51.5 58.7 52.2 61.2 38.1 47.4
inspectors assigd to you or yew facility?

6. do airwortilosse Inspeotors, 8aagoed to you or 33.3 97.6 92.6 97.3 93.2 96.0 96.1 8.9
peur facility, appear to know the FAA rgulationa?

7. do airworthiness inspeotors, a"sid to you or 33.3 86.5 86.8 94.6 90.7 92.9 86.5 83.3
your tallity, appear to know the FAA publishd
polio and Interpretations supperti the
regulatian?

8. do airworthiness Ispectora, assiged to You or 33.3 76.2 86.6 81.1 75.0 58.0 75.3 72.2
your ftaility, interpret the regulations in a
consistent my?

9. do airworthiness Inspeotors, asogaigd to you or 66.7 90.5 92.5 90.5 86.0 94.8 85.3 68.9
your facility Interpret the reglati. aourately?

10. do airworthiness Inspectors, asse1god to you or 33.3 81.0 79.5 85.1 63.0 86.0 69.2 77.8
your facility explain the reuplatin. and your
options clearly?

1. ar differeaos of opinion betwme, you and 66.7 91.9 80.3 79.5 79.5 82.1 70.5 72.2
airworthioeue inspectors (regardig
interpretations of regulation) molved in
awtuelly acceptable owe?

12. do airuorthinsse Inapectors, asslgned to you or 100.0 95.2 89.5 94.5 68.5 94.1 89.3 62.4
yor facility, conduct their duties in a thoroughmy?

13. do airoorthinsa. Inspeotors, assigned to you or 33.3 8.1 89.6 89.2 85.5 96.0 85.2 65.2
yer facllty, appear to be toeially o0otent
in the conduct of their dutie.?

14. are sirworthisa Inspectors, assigned to You or 66.7 95.2 95.7 93.2 97.8 96.1 95.5 94.7
ycur facility, oourteoa in the conduct of their
dutiem?

15. do airworthiness Inspectore, assed to you or 33.3 88.1 83.3 81.1 84. 85.1 $5.2 68.4
your tfllty, appear to understam your
ogasiatlon and It. Needs?

16. do airworthiness Inspectors, assned to you or 66.7 88.1 82.6 79.7 78.3 87.0 78.0 85.2
your facility, provide clear and accurate anmers
to your questions?

17. do airworthiness Inspeotors, ained to you or 66.7 78.6 83.8 80.8 83.0 88.9 85.2 83.3
Yur faility provide ammrs In a tmely mimer7

18. do you rely an Airworthiness Inpectors for 33.3 58.8 50.0 45.3 25.5 55.3 59.1 36.6
coumelino in technical ams?

19. do you rely an sirorthinss Inspectors for 33.3 65.1 60.9 65.3 54.7 70.9 61.6 68.5
cosemslog is regulatory ares?

20. ar you atisfied with participation by 50.0 80.0 80.0 81.5 80.6 82.5 79.0 93.8
airworthisee Inspectors in safety aeinara and
other public miting. ?

a1. are pee Natiofned with the pefaMace or 66.7 87.8 85.1 89.3 83.0 90.2 86.2 76.9
airworthianes Inspctors, assigned to you or
yar faility?

TOTAL O R WR POIIDIDTS: I 3 53 69 77 57 105 113 19
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1. are you fausiars with the IA reculationa that 96.3 100.0 91.3 96.6 100.0 100.0 100.0 91.9 97.1 100.0 100.0 100.0
apply to your aviation functions?

2. are you familiar with the FAA published policis P0.2 74.1 S3.8 79.3 66.9 69.3 60.6 60.9 6.2 60.0 81.0 92.9
and Interpretations regarding these regulaion
that apply to your aviation ftections?

3. do those regulations policies. and interpretations 63.2 53.7 43.2 60.3 74.1 53.6 46.2 52.2 51.6 53.3 52.0 50.0
give you falezbl In making decisions iaot the
waft you dol

0. are you aware of the duties and responsibilities 82.5 75.9 61.1 61.0 66.9 69.3 76.9 70.2 72.1 66.7 72.7 11.0
of airworthiness inovators?

S. are you visited during the year by airworthiness 59.6 01.5 43.2 50.0 51.9 16.6 61.5 30.0 56.6 66.7 60.9 60.3
Imaetes" assigned to YOori your facility?

6. do airworthines a speotors assigned to you or 96.2 92.6 65.7 69.7 96.0 96.4 92.3 95.6 93.9 66.1 90.9 18.6
You r aolty appear he know the FAA regulatoms?

7. 60 airworthiness inspectors, assigned to you or 96.0 90.2 62.9 62.5 91.7 100.0 92.3 76.6 93.6 66.7 69.2 76.6
your faclity, appear he know the FAA published
policies and Interpretationse supporting the
regulations?

6. do airworthiness Lnapeotors, assigned to you or 62.0 76.6 65.7 15.9 80.0 16.6 60.6 56.1 00.0 66.7 80.6 T6.9
your bthty interpret the reguItCIM he a1
comaistent my?

9. do airworthiness inspecorsf, assigned ho e or 93.9 90.0 10.3 65.7 67.5 65.7 60.6 65.4 96.7 76.6 92.1 78.6
your faolity Intelpe the regu~los Woortl

10. do airworthinless inapectors, i..aigmed toe orI if 83.3 10.1 56.3 19.3 60.0 67.9 76.9 71.3 77.0 66.1 60.6 57.1
your fhOli~ty asplain the reUUlsiom nd your
options Clearly?

11. aft dittereucles or opinion between you and 81.5 74.5 65.7 13.7 61.5 65.2 61.5 16.0 63.3 53.3 63.3 64.3
airworthinss insooechra (regarding
interpretation& of regulatioma) resolved in
mutually eascepl my?

12. do airworthiness iaPoto assigned he you or 96.1 62.1 62.4 69.5 U6.0 69.3 92.3 66.4 93.5 65.7 91.1 60.6

yaw facl, Soelo their duties In a tbft-cAo

13. do airworthiness inspectors, assigned he you or 66.5 62.7 52.9 60.1 0.6 62.1 100.0 0.6 60.4 60.0 63.5 76.6
your aclity, appear he be toobsioslly compele
In the Omisot of their duties?

MO aft airworthiness inspections assigned to you or 96.3 96.3 60.6 94.7 96.2 92.9 92.3 95.6 93.9 93.3 94.9 71.4
Year faclity, courteous in the 008"et Of their

IS. do airworthUes Inspectors, sseIpd he ymou 84 6.9 72.2 70.6 61.0 60.6 71.4 83.3 61.0 76.1 13.3 62.3 71.0
your fbaily alpa he MISrtnd Your
orguaetim ad its seeds?

16. do airworthiness Inspecors, &s"lne to Ins or 6.7 77.6 74.3 79.3 60.5 62.1 60.6 75.6 61.6 66.7 76.5 7M.
yW aw el, provide clear en eoule
he yeW qeestion?

IT. do airworthins imapoture, essigned he you Wf 75.9 79.6 77.1 19.3 92.3 96.0 91.7 62.2 60.6 60.0 66.1 71.0
~a faily Provide MmrsD in a tmely men

Ill. do you rely a aiuwoorthiaoss ispeotors for 37.9 33.3 25.0 41.4 37.0 06.0 53.8 02.2 36.1 46.7 46.6 64.3
eeeeisg is %*@iinl areas?

19. do you rely OR airwrthiness impoter for 69.0 55.6 55.6 50.0 40.4 60.3 69.2 56.5 56.3 66.7 61.5 64.3
innin IN "Oqlatery areas?

so- WO ye s atisfli with Iekrt&OUelqmie IV 79.7 64.6 76.1 66.6 75.0 60.0 63.3 75.7 69.2 93.3 78.3 71.A
airworthiness mepoeaters to amfy saemiuie
eale pobne delgs

21. an You motisti with Uhe perfon at 62.1 60.9 70.3 61.0 61.5 IS.7 100.0 75.6 61.3 73.3 65.9 71.4
iwthime mnpmehorml assine he ya or

yaW fbeility?

?09AL nuu W Mm WI~vu& 94 90 37 56 27 26 13 07 30 is 79 10
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1. ane you fesillar with lbs FAA reAlatime that 100.0 100.0 90.3 100.0 166.0 100.0 100.0 100.0 100.0 100.0 100.0 11.9

apply to year aViatim femteim?

2. are Feu favillar with the P&A published policies 61.5 U0.6 96.3 09.6 91.4 13.7 62.6 86.4 6.3 94.3 90.9 07.0
ad laterprtatlma regardifg thorn redation
that apply to your owtion functions?

3. to thse readatim policies, and laterpre"atms 6S.2 01.6 06.9 10.0 55.9 01.9 SS.0 56.3 00.0 55.6 12.1 T9.2
SIT@ you flexibility In =nking doolmlow ~ bothe
work you do?

4. or* you Waw Of the dutis and rsponsbilitis 15.0 04.0 05.2 87.5 82.9 81.6 06.2 01.3 00.7 73.1 60.6 79.2
or OIIWorthilboo Impostors?

5. ame you Visited dung Use you by slruor~iaoo 79.2 60.0 70.6 6.0 S1.1 v57.1 07.0 6.9 00.0 63.6 00.2 Sit.I
imaors asflod to you or your facility?

0. do alruorthoas Impostors. asiod to you or 07.5 97. 100.0 91.? 94.3 100.0 96.1 96.7 05.7 14.0 90.9 95.
You facility, apper to kowm Use F rodalautio

1. do almuart"Ae Impostors. assigned to you or 07.0 90.9 100.0 91.3 96.3 97.6046.6 09.? 05.7 96.0 a0.0 06.11
your tasility, appear to Mw the FLA publisbo
policies i6 laterpretatless supporting Usa
reegalation?

6. do airworthiness Imopostors, aieod to you or 09.0 91.2 U6.9 77.1 71.6 00.5 75.8602.0 70.9 71. 065.7 01.6
your facility. iaterpret Us rowilatios soS a
onsistent Ny?

9. do asruorUimo impactors, asaipod to Fou or 06.2 90.3 90.3 05.6 93.9 07.5 . 91.2 06.9 046 05.6 95.0 07.5
low facility Interpret Us repiaties accorately?

10. do airworthinss taaeooterso assigned to yu or 75.0 02.6 06.9 10.0 11.1 71.6 62.6 73.3 57.1 76. 70.2 00.0
you facility exptli Use r*WUjla. ad low
option sowly?

11. am differenso o galco bsttm you med 79.2 01.0 100.0 30.9 05.1 71.6 03.9 75.9 70.6 10.2 00.0 09.0
eiyortaiaoo imopactors (room-ina
iaterprtatiom or reeaiatloo) remolved Is
actully acceptable valot

12. do airworthiness laspootaro, aaiwd to you or 07.0 90.9 92.3 91.5 0.6 92.7 "A. 00.2 92.9 06.0 05.0 65.6
Yow facility, osut their duties in a thoraug.

13. do airuorthiasss Imactors, malosd to you or 07.5 00.2 90.3 19.2 00.6 92.7 06.2 90.0 92.9 80.0 66.2 19.
yow foillty, appear to he o lomly comt
Is Us coduot or their duties?

14. mre almotaimoo Ifosotors, signed to you or 07.5 93.9 100.0 7F.9 91.1 97.0 "A. 96.6 92.9 90.2 100.0 95.5
yow facility, oouteoim s th odest of Usir

15. do alruorthim o mpetora, asalgod to you or 10.8 05.3 61.3 05.4 16.5 01.0 12.1 90.3 70.0 76.0 71.4 01.0
you faoility. appear to undersanmd yow

16. do alruortlawoa Imspostor*, asigned to you or 63.3 00.2 92.6 03.0 02.9 06.1 82.6 90.3 06.1 16.5 16.2 00.0
you facility, provide olear a accuraemoe
to Y-m 90Usaloe

17. do alroorhinoom lImpeters, a@clod to you or 75.0 93.9 96.3 "9.2 65.1 "A. 6S.3 17.6 00.0 10.6 9.9 66.6
low facility. powv!d smenr. Sm a tinsly caocr?

10. do you rely -n airworthiness Imactors for 41.1 60.0 55.6 35.4 51.6 56.8 61.1 51.6 53. 60.4 65.5 52.2
omesllg S todwaeal arseat

19. do you rely -n slruorti bla Uspooters for 56.3 51.1 16.1 62.5 51.1 50.0 70.06 76.2 20.7 55.0 63.0 6S.9
ename~ling Is esetory are"?l

20. wre you atison" With participation by 75.0 66.6 01.5 69.0 86.4 10.5 63.9 77.6 91.7 06.2 63.3 13.5
airuorthiass impactors Is safety mamiwo ad

~~s public Meetings?

2l. are you atioflad with Use portorsom of 03.3 90.9 92.0 01.3 91.6 90.S 91.2 90.3 93.3 10.8 12.1 01.0
alneottheaeso Impostors,* asalpod to you or
you facility?

loRaLin OF ISPMMs . 26 3 27 60 35 43 36 32 Is 53 22 46
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lt imll nfO A a C 9 a F 0 9 L N I

I. we you 8.001*2 with 000 FAA rQ~klatIvmm that 90.2 97.1 100.0 100.0 100.0 100.0 96.6 l00.0 100.0 000.0 lo0.o j0@.0 100.0 000.0
aply to yearo a..tom himtlems?

a. am Fpm fumlIto with the FAA Iwblimli polleles 60.0 91.2 U0.9 00.9 00.2 f5.1 19.3 85.7 85.6 90.0 87.S 15.0 69.2 90.9
ml htorpreOtid" 1rv 190 thaw0 evvatima
I atpply yea pwatletimnhotionl

3. do tboes reguattims po110*2, selotepreto 60.8 16.5 40.0 77.8 6%.1 42.9 58.6 61.9 16.9 90.0 73.3 4S.0 72.7 72.1
SI. pmu flillty In ak deciion &bat 06.
merk you do?

4. mryoum Nunn of 000 dot&&@ md reeibiits 00.8 67.6 77.8 82.4 76.S 70. 89.7 85.1 46.2 70.0 93.8 70.0 85.6 95.5

S. we pou visit"4 dof th. year vp slmorthinms 00.2 60.8 22.2 72.2 58.8 57.1 65.5 61.9 69.2 30.0 93.8 85.0 53.0 12.7
Smto ssge to I" or rawp fuhilil

6. do ahrarOAinew losecters, ammIgn6 to pm wr 90.0 000.0 S5.5 82.0 94.0 83.3 000.0 95.2 92.3 90.0 100.0 100.0 82.3 90.9
pow f..UIty. WOW? to NOhs taw FAA M0ttims?

7. do sipmgorinam l i etif, smin to pmu or 93.9 90.6 87.5 70.6 00.2 03.3 1000.0 90.5 76.2 90.0 1000.0 99.7 90. 85.7
yew~ 16013101. aa to know 08. FM 11.4eft
p.3.ioies and Isarwoutlem upporing ans
rogulatiems1

a. do a5Uug.Ohs tospmstars. asse to pmu or 77.0 10.6 62.5 70.6 76.5 33.3 78.6 80.0 61.S 55.A 86.7 69.0 72.1 66.1
pew i00lity. IterpretO the re"atas I a
goosistast way?

9. do asortb~ls imemotoft. £ml66 to pme or 90.7 90.3 62.S 76.5 81.3 50.0 92.6 &5.0 76.9 81.5 1000.0 000.0 70.0 84.2
POW IbOIltp IRGfPMt 000 FepagdSON 4MRtOlY

10. d4 soortkimse lowmmtors. ained to pm or 6S.0 1.6 37.5 77.8 76.5 29.6 80.2 &S. 7 76.9 "6.y 87.5 85.0 58.3 "6.7
yaw familit p ai 50 the 000 atlom me raw
Optimas lesrl?

01. we liffifinee. of eaiam 00umm pm md 69.2 810 37.0 70.6 82.4 66.7 89.3 90.0 60.5 17.8 000.0 85.5 W6. 76.2
si9rmrkhmss umomiee (PsaF0SEU
toifwtstim or relatins) osmiw" to

matmlip amptable pm.?

02. do armrtkimee lamWoses assie to pmu or 90.0 90.9 85.7 90.1 00.2 03.3 00.9 000. 85.6 80.* 000.0 000. 85.6 00.0
Year facility. emst0 their duties Is a OhwAo

13. do airorithiness Impeetwl., .m0pw to pmu or 85.3 90.2 571 76.5 76.5 50.0 85.7 95.2 76.9 90.0 000.0 100.0 85.6 77.3
PW rea0it. appear to be tomtasspy oompetest
to the omlevat of their 4.03..?

14. mr airmertbimos iosPmctos amiln to pmO Or 98.0 9". 00.9 U0.2 90.1000.0 96.6 100.0 92.3 000.0 100.0 000.0 92.3 96.5
pir reity. eifteam in the oneaet or their

IS. do sarmeet~omm imspotors, assine to pm or 71.0 67.6 22.2 72.2 00.2 66.0 79.3 90.0 61.S 6.0 87.5 95.0 ?6.9 77.3
Ymw faolItp. mper to miistl Fie
oriatiom md Its mmd?

16. 4o aUrmethimses tospetes smIga to pm or 76.9 79.0 00.0 82.0 76.5 33.3 79.3 00.0 69.2 80.0 67.S 95.0 "9.2 80.8
yea faulty. PP0,14. @16.? m0 444W.00 mNU.?.

1. do afrmortkiwa tospmtoee, eslmi to pmw or 62.0 64.7 6".1 0.2 82.0 33.3 U0.2 90.0 94.6 77.8 93.8 0.0 60.S 80.8

Is. 4. pm MIas m ir"mp tes loopmes tor. 32.? 38.2 22.2 00.0 07.0 20.6 50.1 70.0 38.5 00.0 58.3 00.0 38.5 05.5
omin I*o too t6ml est?

0t. do pom relp as aIrmrthioMm Inpeous for 06.2 6t.8 90. 00.4 10.6 02.9 58.6 85.0 69.2 004.0 80.3 To.0 00.2 90.0
inmaliug to ..watery .me..?

20. ame m atisfied With paortle1.tim or 75. 9 51.9 86.7 75.0 80.3 66.0 U8.0 39.5 66.0 190.0 000.0 69.7 70.0 72.2
almortbtoes" impactors. t mfttp inmy, =0

21. ame pm satsfiewit the00 perfowms of 76.0 19.0 66.7 76.5 00.2 33.3 82.0 00.0 76.8 90.0 87.5 95.01 85. 71.3
airwothines Imetors, asigned to pmu or
year feetlItp?

TO l O FhiNPOOS,8 . S2 34 9 is 1 1 29 20 03 00 00 g0 03 22
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